This Page Is Inserted by IFW Operations 
and is not a part of the Official Record 



BEST AVAILABLE IMAGES 

Defective images within this document are accurate representations 
the original documents submitted by the applicant. 

Defects in the images may include (but are not limited to): 

• BLACK BORDERS 

• TEXT CUT OFF AT TOP, BOTTOM OR SIDES 

• FADED TEXT 

• ILLEGIBLE TEXT 

• SKEWED/SLANTED IMAGES 

• COLORED PHOTOS 

. BLACK OR VERY BLACK AND WHITE DARK PHOTOS 

• GRAY SCALE DOCUMENTS 



IMAGES ARE BEST AVAILABLE COPY. 

As rescanning documents will not correct images, 
please do not report the images to the 
Image Problem Mailbox. 



First Named Inventor: Anand Kumar, et al. 

Filed: Herewith Serial No: Not yet known 

For: METHOD AND APPARATUS FOR PROVIDING INTEGRATED 

CUSTOMER CARE AND WORK-FLOW MANAGEMENT 

Sheet 1 of 25 



00 

o 



A" 



> 
o 



3 S 

CL 
UJ 



rr 



V 



< CO 

UJ 



A 



7A 



5° 

UJ ^ 

£co 
o o 

CO CL 
UJ 

a: 



S 



1 



A 






> 

o < 


W 


LU Q 



4 



CN 



1 



CO 

i 

o 
_i 

Q. 

Ql 
< 

Si 



CM 
O 




m 



\ 

CD 



I 

O 



First Named Inventor: Anand Kumar, et al. ^ 
Filed: Herewith Serial No: Not yet known ; 
For: METHOD AND APPARATUS FOR PROVIDING INTEGRATED 
CUSTOMER CARE AND WORK-FLOW MANAGEMENT W 
Sheet 2 of 25 



O 
O 
CM 



v 




I 



CM 

O 
Li. 



First Named Inventor: Anand Kumar, et al. 

Filed: Herewith Serial No: Not yet known 

For: METHOD AND APPARATUS FOR PROVIDING INTEGRATED 

CUSTOMER CARE AND WORK-FLOW MANAGEMENT 

Sheet 3 of 25 



/ 



/ 




2 

(0 

O 
i_ 

<D 

E 




First Named Inventor: Anand Kumar, et al. 

Filed: Herewith Serial No: Not yet known 

For METHOD AND APPARATUS FOR PROVIDING INTEGRATEC 

CUSTOMER CARE AND WORK-FLOW MANAGEMENT 

Sheet 4 of 25 




CM 

o 
ro 



o 
ro 



First Named Inventor: Anand Kumar, et a!. 

Filed: Herewith Serial No: Not yet known 

For: METHOD AND APPARATUS FOR PROVIDING INTEGRATED 

CUSTOMER CARE AND WORK-FLOW MANAGEMENT 

Sheet 5 of 25 



CM 
O 





GO 




00 






O 












Acct3 




AgmtS 


Cus 

















o 

u. 




First Named Inventor: Anand Kumar, et al. N 
Filed: Herewith Serial No: Not yet known 1 
For: METHOD AND APPARATUS FOR PROVIDING INTEGRATEC - 
CUSTOMER CARE AND WORK-FLOW MANAGEMENT 
Sheet 6 of 25 t 




First Named Inventor: Anand Kumar, et al. 

Filed: Herewith Serial No: Not yet known 

For: METHOD AND APPARATUS FOR PROVIDING INTEGRATED 

CUSTOMER CARE AND WORK-FLOW MANAGEMENT 

Sheet 7 of 25 



00 
to 

CD 

LL 



JO 
CM 



O 
CM 



CM 
O 
LO 




(A 

<D .2 0> w OJ O 

6 aw "S c £ = 

Q) c -to o CD To o 

£ c: § a, £ ^ o 

9 3 £ .S M 5 1 

«_> "o o> "o o: 

< < CO < < o 



First Named Inventor: Anand Kumar, et al. ^ 
Filed: Herewith Serial No: Not yet known 
For: METHOD AND APPARATUS FOR PROVIDING INTEGRATEC !■ 
CUSTOMER CARE AND WORK-FLOW MANAGEMENT j 
Sheet 8 of 25 



'!': 'ft, 

CO «— ; C3 <D ; C 

r*,^- rs:^T: t--o.< 
■d^cfe : cD'ti -d»>o: cf>;rV< 

S^. : -00:aD:«9lr^ -ODiCD'IOtC 
ya g> *o <o id;ip;W'<oa 



s 



q O: Q uj:Q O OIZ t 



& 1*3 

Olio? !UJ!0_ 




0O:vv.v;I 



o o:tt ir o 



O O o» 1 




^ — I 



5i 



o 



O 

CO 

in 




First Named Inventor: Anand Kumar, et al. 

Filed: Herewith Serial No: Not yet known ! 
For: METHOD AND APPARATUS FOR PROVIDING INTEGRATED ' 
CUSTOMER CARE AND WORK-FLOW MANAGEMENT 1 
Sheet 9 of 25 




m 



CD 



CP o 

5 | 



Is! 



Big ..' 



§ b 1 



o 

CD 



CM 
CD 



/ 



i 

CD 
» 
2 
T3 

5 



I k 

O 

O 

CO 

o 

O 



Q 
Z 




«1 

li 



2 <-> 



3 S 




I ^ S 

O is. q, 

<5 ~ ~ S 



_ 2 

CO rz 
C <2 



;OiZ 

n 



1 



re ~ ,„ ao 

re £ g £ | 

c J re E cd 

3 S CO Q) o w 

o . ]3 c © ? c 

S t £ 2 & S m 

< ui O (- < r 



S o w c 

CD <ft 5* CO O 

tr c B ^ re 

°> o o •*= 

- I 2 • S S 

85o i E 



^ L 



I I Q. < < O W < (Z 



First Named Inventor: Anand Kumar, et al. 

Filed: Herewith Serial No: Not yet known 

For: METHOD AND APPARATUS FOR PROVIDING INTEGRATEC 

CUSTOMER CARE AND WORK-FLOW MANAGEMENT 

Sheet 10 of 25 




First Named Inventor: Anand Kumar, et al. 

Filed: Herewith Serial No: Not yet known 

For: METHOD AND APPARATUS FOR PROVIDING INTEGRATED 

CUSTOMER CARE AND WORK-FLOW MANAGEMENT 

Sheet 11 of 25 




First Named Inventor: Anand Kumar, et al. 

Filed: Herewith Serial No: Not yet known 

For: METHOD AND APPARATUS FOR PROVIDING INTEGRATEC 

CUSTOMER CARE AND WORK-FLOW MANAGEMENT 

Sheet 12 of 25 



CO 
O 

LL 




£ 


c 




CD 

E § ^ 




rManag 
mer 
cial Acc 
ments < 


<_> 


Btome 
Custo 
Finan 
Agree 


CO 

CD 


* 3 "1 1 T- 




& -).: 



_ § 



> 55 

< to 
O CL 



£ .2 
2 « £ c 

© « ® « O 

tr c o P T5 

slit II 

< < o oj < tr 

- nog]] 



si, 



First Named Inventor: Anand Kumar, et al. 

Filed: Herewith Serial No: Not yet known ! 
For: METHOD AND APPARATUS FOR PROVIDING INTEGRATED ' 
CUSTOMER CARE AND WORK-FLOW MANAGEMENT ■ 
Sheet 13 of 25 ! 




First Named Inventor: Anand Kumar, et al. 

Filed: Herewith Serial No: Not yet known 

For: METHOD AND APPARATUS FOR PROVIDING INTEGRATEC 

CUSTOMER CARE AND WORK-FLOW MANAGEMENT 

Sheet 14 of 25 



O 
O) 



CNJ 



* 



Q- 

E 



L 



CO 



E * 



5 



c 

5 



c 
c 

tt — I s 

_ § _ 

w 5 a> 

Q- $ CO 



ol 



2* 



Z 

L 



Tl 



UfeL 



Ls.Li_i_l.I_ 



a. 

1 



to 

_> 

b CD 

_ _ 

a O) 

CO CO 



3 
£ 



c a> 
O Q- 



a> 

* 2 ^ 

s ^ 



CO 



o 61 



^1 



9* CO 



I 



S w S « 



IS 1 

51 



CD 0] 

E £ 

O Q 

O LU 



(0 J= — _: 

2 |2 ® 

c -9- if 

O 3 - > 

= a* a> a> 

co uj co O 



_ O x 



I <D <D CO O 

I <-><-> J- ~ i 

| _ _ _» £ 

a> c ~ ■ 



__L 



First Named inventor: Anand Kumar, et al. 

Filed: Herewith Serial No: Not yet known 

For: METHOD AND APPARATUS FOR PROVIDING INTEGRATED 

CUSTOMER CARE AND WORK-FLOW MANAGEMENT 1 

Sheet 15 of 25 



CD 



o 
o 



XI 



51 



CD 



1 — I 



i " i 



m 

ID.; 

fciii 



! u J . 

ill II 



o «xv m * o 

O y-: O- »~ 



i! 

uJ CD CD, CD' 1 

0;o!£;o oi' 
0- Q- fNio. g .ji 





8 

u. 



i. 



CiL 



i 

OI 



♦•MM 



5 5 5 



5 5 5 5 



I 

COI 



-r co 

C (X) Q) 



2 



^1 



ii 



c 



2. 



£ w 2 c c 

s; s£ - 

T •?= « m E 



£ 

Q. 



C 
01 

E 

o 

» 

to 
c 

CO 



at 2* 



O © o O ° 05 3= 

I I i « sf |ll|l|IS S| I 

V 3 s s I ~i 7I~I Tig iri "im n 




211 



w « £! 
2j-5.toco.2ScS 

oajQ-trtro-HH ° 

-V—r* 1 "I 



First Named Inventor: Anand Kumar, et al. 

Filed: Herewith Serial No: Not yet known 

For: METHOD AND APPARATUS FOR PROVIDING INTEGRATEC 

CUSTOMER CARE AND WORK-FLOW MANAGEMENT 

Sheet 16 of 25 



5 

09 



.IS. I 



c 

O 



i I 



o 



us 



£Z O 

a> c 

UJ Q_ 



f 

E 
« 

CL 

1 



o 

l_ 



Fi 



* 5 

UJ O 



i 13 



s s s 

t f § 

o o 



o 

L 



£ 

a 
Z 



- 1- L 

3 I I L 



I 

L 



^1 



to P 



i 



= ■= o 
a. a. o 



E 
o 

o 



o iZT 1 



col 



li 




_ ^ t: <= 
== rr o re 



« ^ 5 - 

~ o T" -> a. 

£1* lie 

■2 2 £ £ S £ 



1 

3 

If 



First Named Inventor: Anand Kumar, et al. 

Filed: Herewith Serial No: Not yet known 

For: METHOD AND APPARATUS FOR PROVIDING INTEGRATED ; 

CUSTOMER CARE AND WORK-FLOW MANAGEMENT 

Sheet 17 of 25 



CNJ 
CVi 



00 

o 

CNJ 







00 


CD 


o 


CNJ 


O 




CNJ 


T 






First Named Inventor: Anand Kumar, et at. 

Filed: Herewith Serial No: Not yet known 

For: METHOD AND APPARATUS FOR PROVIDING INTEGRATEC 

CUSTOMER CARE AND WORK-FLOW MANAGEMENT 

Sheet 18 of 25 





1/ 



A 



i 



: I 1 

J i 

i 



* 



1 m 



I 

JE 

1 




jtva 


c 


*- m <-> 


og 


1st 

5 « 2 


vEj 

eB 


Customer Mar 
Jj Agreemenl 


r Account 
1 Account Ni 



f 2 

< 2r « 

» o 2 = o 

" <0 V) SS b 



w i2 
i I I 



535: 

o o o 
hhhl 

5 S i 



CD O _ »- *- - 
«- ^ = g> g> 

— * t in cn tft in 



m 

Z K 



o ° 

_ o 

i2 S 



P 1= K O O 



i2 o 

I O c 

: i2 =6 >. 
; o a> ° ~ 
» o or 

i? 

li 



i | 

— ». « a> 

W B C O 



o a. 



slD±± 



1 I * - « 

1 1 gSl 

«3 5 E g 



I 0 

v * 



First Named Inventor: Anand Kumar, et al. 

Filed: Herewith Serial No: Not yet known 

For: METHOD AND APPARATUS FOR PROVIDING INTEGRATED 

CUSTOMER CARE AND WORK-FLOW MANAGEMENT 

Sheet 19 of 25 



& 




£1 



ifflflf 

s<* •-• ^ •? ' 



! 5 £ ? <? 4 



= < - s « E « S « i 

£ b a r £ - £ i c 7 >. 

u L. < 1 



First Named Inventor: Anand Kumar, et al. 

Filed: Herewith Serial No: Not yet known 

For: METHOD AND APPARATUS FOR PROVIDING INTEGRATE: 

CUSTOMER CARE AND WORK-FLOW MANAGEMENT 

Sheet 20 of 25 



1 
I 

a 



hsi 
I » f 

■U4l 




8 S 



I 

T-l 

-3 



1 

a> 5f rv 



.11 



lo I 




111 5 




3 

I 



xoixs -to to -or 
Z.ZZ;Z!2 

o:oo o;-c 



torn !<N { r> 

CD «w *-laf>i o 
-o -«w v» 'V-a 



5 



I I 
e 



I 



•O: 



Si O jo « 
is; i£D: 

I i I i « 



at ** *-\ 



* 5-1. 



m 5 en cd m J z 



5 M 

CD 

1 



fi £ fi fi * y E 

w « « m s 5 £ 

C C C C q. » y) 

2 2 2 2 « £ = 

£ £ £ £ o o o 



o o 2 

I " I 

III 

!t- H 



B W L " 

2 c o » 

c z g o 



e = « cB 

If 1 s 



i 
I 

s s 



I * 

a. a 

*. c 

o a 

u- a. 

Z u. 

£ s 

c c 

ii 

a. o. 



i 



i 

? I 
i § 



First Named Inventor: Anand Kumar, et al. 

Filed: Herewith Serial No: Not yet known 

For: METHOD AND APPARATUS FOR PROVIDING INTEGRATED 

CUSTOMER CARE AND WORK-FLOW MANAGEMENT 

Sheet 21 of 25 




First Named Inventor: Anand Kumar, et al. 

Filed: Herewith Serial No: Not yet known 

For: METHOD AND APPARATUS FOR PROVIDING INTEGRATE!! 

CUSTOMER CARE AND WORK-FLOW MANAGEMENT 

Sheet 22 of 25 




First Named Inventor: Anand Kumar, et al. ^ 
Filed: Herewith Serial No: Not yet known j 
For: METHOD AND APPARATUS FOR PROVIDING INTEGRATED | 
CUSTOMER CARE AND WORK-FLOW MANAGEMENT ; 
Sheet 23 of 25 ! 



CM 
O 
CO 



O 



m 



S 

co : 



co 

1 



t 



X5 
3 



Si 

to 

€ 



51 



3 

00 

5 

E 



Si 



is 

P 

CD 

O 



2l 



SIS! 



1~ 

p o 



i I 

oi o _ 
cn: cn cn 

0:0. O 



CD Oj Oi O 

oi o oj o 
a oi o o 

O O O O 

O; O; O! O 

CN) <N: <*ti r*\ 



R IN 

CK Oj Oi O- Oj 

i Sis SIS' 
fi SSSS 



a. 

Is 



ft 1 ; a! c 



;5 



i 



O 

* s 

■o 

e 

I 1 



©0 



CO 
O 



co 
o 



q: 



I? 




5 2 =5 

w 2 C (5 



t Z ^ ^ o o ® 



0 - 

to O 

1 E 
c 

e 



- m 00 
c » 

CO CO 1 



w s=S£ c s= ^ So ^ 



— — 11112 



-+ I.. 



tt ^ — O 

1 o- o -o j£ 
lu _j < q: 

1111 




First Named Inventor: Anand Kumar, et al. 

Filed: Herewith Serial No: Not yet known 

For: METHOD AND APPARATUS FOR PROVIDING INTEGRATE!! , 

CUSTOMER CARE AND WORK-FLOW MANAGEMENT 

Sheet 24 of 25 



I 



Ml! 



■o 



3 
> 



s 

i 

i 

o 
m 

MB 
Z 

o 

-1 
a 
z 
© 

I 

e - 

-c «• 

£ C 
» — 

CD «Q 



•» = Ot «D ID W 



I— 



g s 

— o -a 



u O ro u 



X 3 ~ O 
«j o «j ■ 



H V 

s 



g ~i n a. 
o oq x o 



u — 

CI CI 



V CI V 0 V 

j s s 

a. a. 

U U 

s s 

a o 



s s s 

a. a. o. 

SSS5S 

c o « e o 



i|1 

W C U 



D> *3 tO U 



§ i 



<_> c> n «h 



iJ ft.O.-»>>>>>>T3U 



*J Cl 



000000CIO-H 



,1 



I g 5! 5! 

jj O -H -H 

k 3 h 

• loo 

*> 0 CI CI 



O *J -H -H 



s s 

3 3 

^ g 

— ( o 

CI f-l 



III 

I> u u 



IS 

S3 



»3 S | 
-4 a s s s 

« TJ *D CI « 
TJ C C C Ci 
O M t-4 B U 

c T) « a, cl 



II 

Ci *-> O O *J tJ c> 
*J •) -H -H U O £J 



0 «H 

in — i 

M M CI CI 

u »j u -a 

«i n -h o w 



3 3 3 3 3 ~ 2 



ci 41 ci H • 

-i to to u ij 

V i) i) *i ti 

tf> ci ci n «j 

o « n 0 n 



c c c c c 

o O o o o 



_ II (7 t> II u 

S S 5 5 S S 



w 8 3 

M V 

0 o o, 

CI • -4 



*J (J fc» *J W *J 



•Hf-t00C0000 

A a a o o> t> t» t> e» 



■H > 



> > > > 

c © « © 



•e -a *j 

C © — I 

fl fl ,2 



fcJ 0 p 



rs Q a t> 



fl fl 



n Wi n-rtt-l-M-rl-H 



t» O 9 D> 



I SI 



0 C n n 



Si c 

2 n 



uouuuoun 
n n n n n n n 

C C C C C C C 



uouoououo . 

U O U U U U O U 



5 2 5 
I % I 



5 5 5 

> > > 



5 



*J *J IJ U U U U 



= S o o o 

-g n ^ <^ 



1 J 

f s 





£2 



w .2 c « 

— *~ O 0) 



I = 



^ t c ra ra c „ 



; ™ 

i . 1 





-c 




ai 




o. 




■g 

o 
S 


CO 

o 


ol 
a> 


vt 


T3 
O 


o 

re 

s 

o 


■ Conic 


1 



First Named Inventor: Anand Kumar, et al. 

Filed: Herewith Serial No: Not yet known 

For: METHOD AND APPARATUS FOR PROVIDING INTEGRATED 

CUSTOMER CARE AND WORK-FLOW MANAGEMENT 

Sheet 25 of 25 




■ E 
E 2 
§< 
31 



ii 



CD < < 



<nSS = 1 75 CT < < 
C = = CD O _ » 

snail 



> o a> 

<-> E 



six e. 



11 



2 £ 5- 



i 5 ^ 
IS 1 I 



